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ABSTRAK 
 
Tujuan penelitian ini 1) Untuk mengetahui pengaruh kualitas pelayanan terhadap kepuasan 
pelanggan Upstairs Shoescare. Jenis penelitian adalah penelitian survey. Populasi dalam 
penelitian ini yaitu pelanggan Upstairs Shoescare yaitu sebanyak 100 orang. Teknik analisis 
data yang telah dilakukan yaitu menggunakan analisis rentang skala dan regresi linier 
berganda dengan uji t. Hasil penelitian menunjukkan bahwa 1) bukti fisik (tangible) 
berpengaruh positif dan signifikan terhadap kepuasan pelanggan pengguna jasa Upstairs 
Shoescare 2) kehandalan (reliability) berpengaruh positif dan signifikan terhadap kepuasan 
pelanggan Upstairs Shoescare 3) daya tanggap (responsiveness) berpengaruh positif dan 
signifikan terhadap kepuasan pelanggan Upstairs Shoescare. 4) jaminan (assurance) 
berpengaruh positif dan signifikan terhadap kepuasan pelanggan dan 5) empati (emphaty) 
berpengaruh positif dan signifikan terhadap kepuasan pelanggan. 
 
 
Kata Kunci: bukti fisik, kehandalan, daya tanggap, jaminan, empati. 
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ABSTRACT 
 
The purpose of this study 1) To determine the effect of service quality on customer 
satisfaction Upstairs Shoescare. This type of research is survey research. The population in 
this study is Upstairs Shoescare customers, which are 100 people. Data analysis techniques 
that have been carried out are using scale analysis and multiple linear regression with t test. 
The result showed that 1) tangible has a positive and significant effect on customer 
satisfaction of Upstairs Shoescare service users 2) reliability has positive and significant 
effect on Upstairs Shoescare customer satisfaction 3) responsiveness has a positive and 
significant effect on satisfaction customer of Upstairs Shoescare. 4) assurance has a positive 
and significant effect on customer satisfaction and 5) empathy has a positive and significant 
effect on customer satisfaction. 
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